
North Carolina
Department ofHealth and Human Services
Division of Services for the Deaf and the Hard of Hearing
1100 Navaho Dr., GL-3 • 230I Mail Service Center, Raleigh, NC 27699-230I
Tel: 919-874-2212 (Voice/TTY)

Michael F. Easley, Governor. Carmen Hooker Odom, Secretary. Jan Withers, Director

June 21, 2006

Marlene H. Dortch
Office of the Secretary
Federal Communications Commission
445 12th Street SW, Room TW-B204
WasIllngton, D.C. 20554

Re: CG Docket # 03-123

Dear Mrs. Dortch:
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JUN 23 2006

FCC - MAILP\OOM

Enclosed you will [md an original and four copies ofNorth Carolina's annual complaint log, annual
summary, annual tally report and a diskette for the 12 month period between June I, 2005 through May 31,
2006.

Should you have questions conceming the reports, please feel free to contact me at
Pamela.Lloyd@ncmail.netor 919-874-2249.

Thank you in advance for your support for our Relay service for Deaf, Hard ofHearing, Deaf-blind and
Speech Impaired people.

Sincerely,

Pamela Lloyd, Program Administra
Telecommunications Access of North Caro Ina

Cc: Kendrick Fentress, Public Staff, NC Utilities Commission
Dana Jackson, Federal Communications Commission
Jan Withers, DSDHH
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Sprint Nextei
3216 Atlantic Ave, Suite 216
Ra\eigh, NC 21&04
(919) 713- 2383 Voice
(919) 875-1242 TIY
(919) 878-0247 Fax

Kevin W. Earp
Account Manager

Email: I<.e~in,~ ,ear9@s9rint.CQffi

Ms. Pamela L1oyd-Ogoke, Administrator
Telecommuncations Access of North Carolina
2301 Mail Service Center
Raleigh, NC 27699-2301

Re: In the Matter of Telecommunications Relay Services and Speech-to-Speech Services for
Individuals with Hearing and Speech Disabilities, CG Docket No. 03-123

Dear Ms. L1oyd-Ogoke,

Sprint has provided you the following information to support your filing with the FCC for the State
of North Carolina:

• A summary with the total number of complaints received between June 1, 2005 and May
31,2006.

• An annual Complaint Log which includes complaints received between June 1, 2005 and May
31, 2006 with the date of complaint, the nature of the complaint, the date of its resolution,
and an explanation of the resolution.

As mandated by the Federal Communications Commission (FCC), Sprint has maintained a log of all
consumer complaints that allege a violation of the federal minimum standards for Telecommunications
Relay Services and is providing you with a summary to file with the FCC. You will need to make clear
that it is a reference to the CG Docket 03-123, as stated above.

In its Public Notice, the FCC requests information concerning the total number of interstate relay calls
by type. This information is not currently required by the Rules, and the FCC cannot impose additional
reporting requirements absent a rulemaking and absent approval from the Office of Management and
Budget. In fact, the staff has informed Sprint that the provision of call volume data will be voluntary.
Thus, you are not required to provide the number of relay calls with your reports and your submission
will be considered to be in compliance with the Rules without such information.

Sprint has decided to provide information to the FCC concerning the number of calls. However, Sprint
will do so under seal since call volume information is proprietary and confidential. Sprint believes that
the more relevant number for comparison with the total number of complaints is the total number of
outbound calls.

Please note that for your state you must send (1) an original and four copies of the printed report and
(2) an electronic disk copy of the complaint log on a standard 3.5 inch diskette (formatted in an IBM
compatible format using Word 97 or compatible software) on or before Monday, July 3, 2006. These
items should be sent to the Commission's Secretary (via US Postal Service, First Class Mail, Express
Mail or Priority Mail):



Marlene H. Dortch,
Office of the Secretary
Federal Communications Commission
445 12th St., SW, Rm TW-B204
Washington, DC 20554

Please also note that your state is also encouraged to send an additional printed copy on or before July
3rd, to the Consumer & Governmental Affairs Bureau of the FCC to:

ATTN: Pam Gregory
Federal Communications Commission
Consumer & Governmental Affairs Bureau
445 12th St., SW, Rm 3-C417
Washington, DC 20554

For your reference, Sprint has included a copy of the FCC Public Notice from May 31, 2006 requiring
this action.

Should you have any questions concerning this report, please contact me.

~KevinW. Earp r. n
Account ManagerU
Relay North Carolina

Attachments:
1) Summary Sheet
2) Log Sheets
3) 3.5 inch diskette
4) Copy of FCC Public Notice
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North Carolina Relay Service - June 1. 2005 through May 31s', 2006

1. Total Number of TRS complaints: ---..2.2..-



Date of Nature of Complaint Date of Explanation of Resolution
Comol. Resolution
06/05/05 Dialing Issue· Unable to dial regional 800 number 06/05105 Technical support programmed corresponding local 10 digit

number for regional 800 number so CapTel user can
successfully make captioned call to regional 800 number.
Customer was informed of the resolution and is pleased.

06106105 TTY customer states that the agent dialed the number, the 06108/05 Agent has been coached on never hanging up on a
phone rang 3 times then she just hung up on me. customer. If there is a problem with a call to always call a
Apologized. No fOllOw.up required. supelVisor over so the call can be logged for future

reference.

06/09/05 Inability for CapTel unit to reach data toll free # 06/14/05 Conducted test call and confirmed ability to receive a
captioned call. Asked for more information on what her
caller experienced when they were unable to connect with
her. Offered possibility of evaluating and selVicing unit if
necessary. Never heard back

06/20/05 Dialing Issue - Unable to dial regional 800 number 06121105 We had to redirect the regional 800 number to the actual
number. Contacted the customer and informed them.
They were pleased and will let us know if they have any
problems.

06/23/05 Customer has complained about garbling many times 6/24/05 Unable to resolve complaint it seems to be a technical
before. No problem with any other calls but the one from issue and a trouble ticket has already been opened. This is
his mother in NC. When his mom calls him thru NC relay a LEC issue and Customer has been informed they need to
and a 9xxx agert takes the call there is always garbling. contact their local phone company. We gave them our
Trouble ticket: 61,912 Customer wants a call back when number if LEC had any questions. Customer will contact
the problem is fixed us if more issues arise. Customer is pleased.

06123/05 VCO customer states she pressed her interrupt key and 06124/05 Spoke to the agent about the customer's use of the
the operator ignored the interrupt and continued leaving Interrupt key and its purpose. Agent understands the
the message and would not tell the party that she was on consequences of not following customer's requests.
the line and allow her to place her call. Advised the
customer that the interrupt was not coming through to CIS
screen and maybe the agent did not receive it either.
Apologized. No fallow-up requested.

06/23/05 Sound Quality· Static 06/23/05 Advised customer to send unit in to UTI for assessment
and selVicing.

06/29/05 Dialing Issue· Unable to dial regional 800 number 06/30105 Made adjustment to allow dialing of regional number. I
followed up with the customer and informed them of the
adjustment. They will contact us if they have further issues.
Customer is very happy with the selVices.

06/30/05 NC voice customer called in to customer selVice stating 07127/06 This is a LEC issue and customer has been informed that
when she calls her mothers home telephone number she they need to contact their phone company to let them know
is reaching relay. The mother is not deaf and they do not to the problems they are having. This is something that is
need relay. I explained to the customer she needs to call beyond Sprint Relay's control. We told her when she
her LEC to have them fix the problem. Customer said she contacted her LEC to have them contact us with any
has called her LEC and the Lac told her to call us. The questions they may have. We gave her our number.
LEC is Bell South. TT number is 94046. Customer would Contact is closed.
like us to call her back if we can figure out the problem.

07/01/05 Voice customer called in and stated that the operator he 08101/05 As of 713105 we do not have any of our relay agents
called into started cussing out the customer. Apologized assigned to the 10 nbr. provided by the -..oice customer.
and said that the situation would be looked into. Follow-up Therefore this ticket is closed. Attempted to reach the



requested by phone. customer with no success. Have reached the customer on
1/26@ 1415 and 1516 and 6/1 @1300.

07/11/05 Account Login Failure 07/11105 Tech support activated account. Now able to use CapTel
successfully.

07112105 veo customer complained the agent hung up on her while 07/12105 This is not a valid agent 10. Contacted customer and
trying to have conversation with daughter. The daughter explained that we need a valid 10 to be able to follow up
stated agents tone sounded mad. agent was rude. Wasn't with the agent and do appropriate coaching. She
pleased. Apologized for inconvenience and assured appreciated the follow-up.
complaint would be forwarded to appropriate supervisor.
Customer wants a follow up ASAP.

07/23105 NC veo user states that her first call with CPR 7728F 08108105 Spoke with agent about this call. The agent remembers
was ok, on the 2nd call the OPR said the outbound person having a call when they accidentally pressed the wrong key
disconnected. After the call the outbound person called the to connect the veo customer but then the veo customer
veo user and asked her what happened. VCO user thinks disconnected 'Nhen the agent tried to explain her mistake.
OPR hung up on the outbound or there is a problem with The agent was notified to get a supervisor in the future if
that OPR's equipment. Customer service apologized to they have any problems on a call. Attempted to contact the
the customer. Customer would like follow up from the custaner three times. 8-1·05 at 12 pm: no answer; 8-2-05
supervisor. at 2:45 pm: no ans'tY8r; &-8-05 at 9:45 am: no ansYt'8r.

Called the customer a 4th time on 8-12-05 at 3:46 pm. I
was able to reach her and I explained to customer that the
disconnect was the agenfs error and the agent had been
coached on their duties as an agent. I discussed Relay with
her and I explained how it worked and thanked her for
contacting us. Customer was pleased with us contacting
her.

07/27/05 Inbound veo upset because she felt the CA had too many 07/27/05 It was a short call so I could still see _t hed been typed
typos. call was of a sensitive subject matter and felt the on the screen. There IN8re a couple of 'NOfds that didn't
CA should have used extra precaution with their spelling. have spaces between them and one or two backspaces.

The voice person used things like "I'I~ tell 'em" or "I'll have
ta". The CA did as instructed in training by typing out
exacUy as heard. When I tried to explain that to the veo
user she felt I was blaming her outbound caUer for our CA's
poor spelling and said her outbound caller speaks petfect
English. I apologized for any frustration and loki her that I
would follow up with the CA. CA followed policy so follow
up was just a reminder to by to avoid typos. The CUStomer
was infonned the agent was trained in typing out exaeuy as
they heard things. The agent was coached on following the
policy and reminded to avoid typos. Customer was
satisfied.

07/31/05 A veo customer says that for the past three or four days, 07/31105 The TT has been resolved, I have contacted the customer
whenever she gets an agent from the Lubbock center. the and spoke with her. She has had no problems with using
"line goes dead during the call." Apologized for her veo services in the past several weeks. She has been
inconvenience. Opened TT#227824. Follow-up requested. very appreciative of what Sprint Relay has done for her in

tenns of providing her with Relay Soovices. She was
satisfied.

08109105 'V'Iere cussing at me and saying were going to kill me." No 08109105 We currenUy do not have any of our CAs assigned to the
follow-up requested. above mentioned 10 number. Therefore, we could not meet

Thanked the customer tor kltting us know. Also mentioned and coach the CA in question. Ticket ls dosed.
that we would forward this to the appropriate supervisor.

08117/05 Customer reports garbhld typing and suspects agents are 08117105 Apologized, assured customer Ihat agents tIy 10 type as
typing slow on purpose. Has reported problem on fast as possible unklss dlrected to do otherwise by a
numerous occaSaollS. customer. Offered follow up \Mth a technician to investigate

further. Customer did not desire follow up. No further action
possible.



08126105 Customer states she made a call and the call was cut off, 08126/05 Spoke with customer on August 31, 2005 explaf1ing the
operator told her party had disconnected. Customer called problem with the disconnects. She stated she had
the person back and asked if they hung up and they said complained before and wanled a call back !rom a tech

no, operator said you hung up on me. There is also me when \he problem was flxeQ. \told her Iwas only aware 01
confusion on ilit was a male or female agent. Apologized. the complaint received in our center. She is {rom SC but
FOllow-up requested. said she reached TX but no longer had the agent ids. She

stated she knows how to use Relay as do the hearilg
people she speaks to and feels Relay Is at fault. I
apologized for the inconvenience of the disconnect and she
was satisfied and thanked me for caRing.

09120105 Very Imporlant RX call. Operator started typing neatly but 09121105 Complaint was filed as a technical Issue. Supervisor spoke
then became garbling dUring the call. Only happens for with agent and reminded agent the importance of filling out
7XXX operators. Please lake care of this ASAP. Call a trouble ticket and notifying a supervisor Yl'hen there are
occurred on 9/19/ @ 14:25. Thanked caller and assured technical problems. No follow up needed
her the information would be forNBrded to supervisor and
operator would be met with. No follow up needed.

09/20/05 On a call that occurred on 9/19@around 14:30 operator 09127105 Complaint was filed as a technical issue. This agent is no
started typing fine but then became garbling during the longer employed here, but in these sorts of sibJations the
call. Please take care of this ASAP. Thanked caller and supervisor would meet with the agent and remind them of
assured her the infonnation lNOuld be forwarded to the Importance of foiling out a troublelicket and notifying a
supervisor and operator would be met Yt'ith. supervisor when there are technk:al problems.

09/27/05 Customer Complaint: Speech to Speech customer called 09127105 No follow up needed. Customer selVice has discussed the
to report that he was unable to get Illrough to Ille NC S2S issue Yt'ith the consumer. We have had no problems and I
number and had to hold for over ten minutes around 7:50 checked our STS lines several times and they were
a.m. ET today. He finally had to hang up and try the call answered promptly.
later. He said he kept getting the recording to hold for the
next available operator. Customer service Response: I
apologized for the inconvenience and asked him to hcMd
while I checked the traffIC panel for S2S call centers. At
that moment the traffic panel did not show any centers in
hold. Thanked him lor letting us know and told him the
report would be sent to the account manager. No follow up
requested.

10101/05 Customer called through 711 and asked to have a number 10101105 This agent number actually bek>ngs to the workforce
dialed. Customer states the agent refused to dial the analyst that sometimes log on when staff is needed on the
number, cussed at them and threatened them. Apologized. phones due to heavy call volume. She stated she does not
No follow up requested. remember this call and would never be rude to a customer.

Customer did not request a follow up. therefore. no further
investigation can be done.

10/05105 Customer being scammed by caNers using SRO to order 10/05105 acknOVt'tedged the custonle(s contact
merchandise 'Nith stolen credit cards. Customer feels this
is making Sprtnt Reley look bad. Apologized fa Ille
problem, referred to FCC, explaining 1N8 are bound by
strict guklelines and must pnx:ess all relay calls. No
contact wanted.

10105105 Captions lag too far behind voice 10/05/05 I explained to customer how capTel service generates
captioning* and how they may document and report
problematic captioning back to our call Center for quality
control. Customer was satisfied and real happy Yt'ith their
CapTel services.

10118105 Custe:mer stated my instructions were for the agent not to 10/18105 Agent does not remember the call. Reviewed the meaning
announce relay just gender and give me a quick GA. This of "no announce" with the agent and reiterated the
agent dialed the number and began annoUl"ldng relay. I importance off~lowingcustomer Instructions. The agent
don' ..... wI1al you have to do to stop this problem but understands.
please do something. Supervisor epologized for the



inconvenience. Assured would pass this complaint on to Spoke to customer at 9:05 pm on 11·3-05 and the

appropriate supervisor. Customer wants a follow up and customer was satisfl6d with the resolUtion.

\he Iles\~me \c) ca~ is alOOlId ~ \l1'I\.

10125105 Customer stated agent did not type any background 10125105 Supervisor met with agent and coached the agent on the
sounds and she thinks it is very important to type importance of typing background sounds on every call
background sounds. Apologized for the inconvenience and unless instructed to do so. Agent understands. FollOW'ed up
advised this complaint would be forwarded to appropriate with customer via phone 10125105@ 10:00 am and
supervisor. Follow up requested explained it is the agents responslbility to type background

sound on fNsry call unless instructed to do so and the
agent has been coached on that. Customer seemed
satisfied and very thankful for the call back.

11101105 Customer Complaint: Caller reported that there was so 11/01/05 CA was coached to slow down and check or correct
many typing mistakes that she could not make out the misspelled words. I contacted the customer and assured
message from the recording on her business call. She her we would be survey and helping the CA to spell better. I
missed very important infonnatlon due to typing errors. explained that the agent has been coached and her
Customer service Response: Apologized for the spelling has been tested. Thanked her tor calling.
inconvenience and told her the report would be sent to the Customer is satisfied
call center supervisor. Saki she had spoken to one
supervisor already. Customer does request follow up from
the account manager. She can be reached anytime.

11/03105 Captions Lag too far behind voice 11/04/05 After further investigation· could not find anything
conclusive as to the cause of customer's experience·
however* there may have been a possible technical
difficulty at captlonist's workstation. Customer also
mentioned captions are sometimes too fast. I explained
how CapTel WOt'ked and how the customer needs to tell the
other party to slow down Wthey need time to read the
captions. I thanked the customer for calling. Customer was
satisfied.

11118/05 NC Voice caller teaching dass complains a # listed for 11/18/05 I have contacted the customer and thanked them for
Spanish Relay on www.relaync.com is incorrect. Thanked bringing this to my attention. There was an error on the
her for letting us know, explaining I will be sure to intonn website which I have contacted my website administrator to
the NC Account Manager for correcting this. Customer have them correct the problem. I followed up with the
does want contact. customer and intormed them of the correction. They

appreciated hearing from me and I thanked them tor
intonning me of the error.

12113105 Disconnect/Reconnect during calls 12114/05 Apotogized tor incidence and sent customer information
explaining the difference between a CapTei phone and a
traditional phone. Explained to customer Yt1ly
disconnectionlreconnection might be occurring and sent
emaH with tips to reduce their occurrence. Customer
understood and was satisfied with the contact.

12126105 System Message: TICket has been opened by customer 01/06106 Attempted to call customer. Left message. Call was not
for appending, but no text has been entered. Sub ticket retumed. CA coached.
closed by system.
Operator told inbound voice that she had hung up. VCO
said she did not hang up. Customer wants supervisor to
follow up.

01/02106 VCO caller concerned that most times Yt1len he calm to 01/02106 Ticket issued. There system checks out fine. We did not
relay and gets the MN center, his caller 10 is not sent. find any errors. Customer does not want a call back.
Trouble ticket # 947619 entered on this issue. Cal'er does
not request call back.

01111106 Caller having problems completing a call gels constant 01/11/06 Contact to customer was made on a number of occasions
busy signal. Apologized tor the problem and opened TT 10 and there was no problem linking to custcmer. No fast busy
991678. Follow up required for prob'em resolution. signal. If probktm continues, customer will contact us again.

We found no prob'ems with the TT. No issues were
present. Customer was pleased



01118106 NC VCO user complains when they asked to speak to the 01118106 Agent was coached on proper procedure and to ask for a

sugeNisor, ttle agent continued to ask them to regeat sUgeNisor when assistance is necessary. Forwarded to NC

sa-ying~'I cou\d not UnOefS\and \hem. Cus\omet said "'=\lII\w,anaget lal lalla'll Il~ \)el wt.\\)\\\~ ll!A\W,\,
agent had a lot of hokiing and delays making mistakes in AM contacted customer and listened to what she had to
the call. Apologized, explained I will intann the agent discuss in regarcls to the problem she had with her veo
supervisor for follow up about this issue. Customer does call. IWo apologized for the errors the operator made. AM
want to be contacted by NC Account Manager about this. encouraged consumer to contact us If she had further

problems with any of our operators. AM explained that the
operator was coached on the errors. Customer was
satisfied that we contacted her.

01/26/06 vce customer reports agent dialed Incorrect number vce 01/31/06 Agent said that the veo customer sounded very faint, and
needed to repeat the number two separate times then that she attempted to type the number back to her.
finally typed number to agent. Agent dialed out to incorrect Coached agent on having the VCO customer repeat the
number because consumer did not enter the area code number or confirming the number by typing back. Spoke
provided and only entered the seven digit number VCO with agent. Agent said that the VCO user sounded very
customer states Relay failing in accuracy and serva faint and the agent thought that she hed repeated the
(apologized for problem encountered) Customer requests number correcUy. but she wasn't sura because she wasn't
contact from AM. Internal Update performed. sure if she was thinking of the correct call. Agent was

coached on getting the number again. paying attention in
order to get the number the first time. and confinning the
number before dialing. AM contacted consumer and
explained to consumer the agent was coached and given
additional training. Customer was satisfied.

01/26106 VCO customer reports agent did not dial mmber 01/27/06 The agent remembers not being about to understand a
requested agent kept aSking VCO to repeat VCO finally customer at one time. The agent was advised to get a
hung up (apcNogized for problem customer reporting other supervisor in the future if she is having any problems. The
agent for same reason advised customer to contact state agent understands. Attempted to contact the customer on
equipment program where they obtained VCO phone may 2a1-06 at 2 pm - no anS\\'8r; 2a1-06 at 2:35 pm - no answer;
have intermittent problem with their equipment VCO 2-3-06 at 12:31 pm - no aOS\\'8r. Unable to perfofm follow-
customer requests complaint be filed) Customer request up due to no answer/no ansYt'8ring machine after 3
contact aUompts.

01/26106 VCO customer reports agent did not dial number 01126106 Agent has been coached on using VCO to VCO services. I
requested agent kept asking vce to repeat vce finally have tried to contact this consumer number of times and
hung up. (Apologized for problem customer reporting other have had no success. Customer is aware of how to contact
agents for same reason advised customer they may have us.
intermittent probem with their equipment suggested
customer contact state equipment program where they
obtained phone to check out their veo phone customer
requests complaint be fiied) Customer request contact

02102106 NC VCO user complains VCO not working on some calls 02102106 Contacted customer and talked with her about her VCO
with her new TIY device. Customer upset that so many phone. Her phone line has been branded as a VCO line
things go wrong with relay. Apologized, explained I would and she should be able to use nfine. I gave her my contact
let the technicians know. Contacted NC equipment information ancl encouraged her to contact me If she has
program to check her equipment, and entered TT 1108759 any problems. I also encouraged her to contact Sprint
Customer does want contact from account manager with Relay anytime she had difficulties and to record the
resolution. operator's number. She was a na customer and I have

enjoyed working YJith her. This was one satisfied customer.

02116106 VCO customer's phone number Is not appearing to Relay 05127/06 I explained to the customer this was aLEC lsSU8 and she
operator. Relay operator requests customer's phone needed to contact her local phone company to have them
number to be able to process call (apok)gized for problem open up their gateway for the 10 caller to go back and forth.
encountered advised Trouble Ticket and oomplaint IeYOUld I told her this was beyond our control. She understood.
be entered) T.T. 1184511 Customer requests contact Consumer was satisfied with the resolution.

03101/06 Customer Complaint: Galler reported that she voiced the 03101/06 Had discussion with operator and the customer was a VCO
number to dial but the operator asked to repeat. She user and come in on the Vo6ce line. The agent indk:ated
revoiced the number again. but CA did not get it again, so there was problem with switching over to the VCO. The
then she typed the number to dial. She waited and waited agent has been coached on the use oIvce. No follow up
for the call to connect, but the line disconnected. Customer was requested.
service Response: Apologized for the inconvenience and



told her the report would be sent to the call center
supervisor. No follow up requested.

03/07/06 Voice person stated that she is a long time relay user 04119106 Apologized to the customer for the inconvenience she has
using relay service on a weekly basis. She stated that this experienced and assured her that this will be forwarded to
morning she had a relay call in YJhich the agent relayed appropriated personnel for a follow up. Customer wish a
the call. She felt that the agent was extremely rude. follow up via phone.
Examples given lN8re: 1-announced relay too fast. couldn't
understand a word 2-eouple time when the agent voiced
the OlGA", customer would think to herself and then the Operator was coached on appropriate call handling.
agent Yt'Ould said, "GA Do you know it's your tum to speak Follo'N8d up with customer via phone. I explained the
q" in a harsh tone. 3-the voice person stated that agent has been coached and should do better. The
sometimes she talked to herself and she would be quickly customer was satisfl8d with us and appreciated us
bombarded with the phrases such as, "everything you say follO'Ning up with her.
is being typed", I'm typing everything you're saying" She
wanted the agent coached.

03/17/06 customer is calling into no relay and asking for a speech to 03117/06 Customer must provide agent IDs so this issue can be
speech opr ... lately oprs have been turning on the try corrected. I contacted the customer and informed them
updated customers profile to state he is a speech to that the next time they had a relay call, and had same
speech apr and will infonn the no relay to remind oprs how problems, to document the relay agent's number so we can
to handle speech to speech caller does not need call back follow up with them. The customer didn't realize that and

indicated they would do that. Customer was pleased.

03121/06 Operator hung up on TTY user before the customer had 03121106 Agent does not remember call. Agent acknowledged that
finished typing their message to be left on the answering hanging up on a Qlstocner 'Nhile they are typing is not
machine. allowed. Customer did not request a contact

03/28106 Echo Sounds· CapTel user hears 03/28106 Shared tips with customer to reduce the occurrence of
hearing their own voice echo. Customer was satisfied and
indicated they enjoyed their phone.

04/05106 Disconnect/Reconnect during calls 04/05106 sent customer information explaining the difference
between a Caplel phone and a traditional phone.
Explained to customer 'Nhy disconnectionlreconnectlon
might be occurring and sent email with tips 10 reduce their
occurrence. Customer was pleased.

04106/06 Customer said agent didn't type very well and had a lot of 04/06106 Coached CA to pace more frequenUy to assure accuracy.
X's. Apologizsd to customer and said a contact would be Customer did not request a follow up.
filled out.

04/06106 Customer said agent didn't type very well and had a lot of 04/06/06 coached agent on correct pacing procedures 60 errors
X"S Apologized to customer and said contact would be could be minimized and would not have to use X's very
filled out. often. Agent said keyboard was not working properly and

would insert a space in the wrong spot.
Agent had same problems with her keyboard that have
been corrected. I informed customer that there was a
problem with the agent's keyboard and it has been
corrected. Customer was pleased.

04/14/06 Disconnect/Reconnect during calls 04/17106 Apologized for IIlcidence and sent customer information
explaining the difference between a Caplel phone and a
traditional phone. Explained to customer..ny
disconnectlonlreconneclion might be occurring and sent
email with tips to reduce their occurrence.

04/17/06 Account Login Failure 04/17/06 capTel unit's account was activated. Unit now operational.
Customer is pleased and excited.

04120/06 service • General 04124/06 Inbound call technlcel problem reported at 11 :32am on



, ,

4120106, The problem was resolved at 1:52pm by capTa!
technical support. Customer is happy to be able to use !he

I Dhone aaain.
04/20/06 Service - General 04126/06 Inbound call technical problem reported at 11 :32 am on

4120106, The problem was resalved at 1:52 pm by CapTel
Technical Support. Customer is satisfied

04/20/06 Service· General 04120106 Inbound call technical problem reported at 11 :32 />JJ, on
4120106. The problem was resotved at 1:52 PM by Caplel
techntcal support. Customer is pleased

04124/06 service· General 04124/06 Inbound call technical problem reported at 11 :32 />JJ, on
4120106. The problem was resolved at 1:52 PM by Caplel
technk:al support. Discussed the system with the customer
and they are happy to have it. Customer is satisfl8d.

04/26/06 Disconnect/Reconnect during calls 04/26/06 Apologized for incidence and sent customer infonnation
explaining the difference between a caplel phone and a
traditional phone, Explained to customer why
disconnectionlreeonnection might be occurring and sent
email with tips to reduce their occurrence.

05/01106 Customer reports receiving a long distance call at 7:31 PM 05101/06 Met with CA and advised CA to slow down typing speed to
on 511/06. There were speUing errors. Customer has a help eliminate spelling errors. AM foUO'N8d up with the
printout of the conversation. Apologized. Follow up customer and explained that the agent has been coached
requested. on proper speed as Mil as errors. Customer is pleased

with Relay,

05101/06 Customer reports spelling errors during a long distance 05101/06 Spoke with Operator about typing accuracy. Operat'"
call she received on 511/06 at approximately 7 pm. tested well above standards for accuracy. caned customer
Apologized. Supervisor will be notified. Follow up to apologize for their bad experience. Infonned customer
requested. that \N8 will look into possJble technical issues 'It'ith garbling.

The customer was satisfied. Contributed it to a bad
connection.
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